Leadership – dedication to the Quality Management System and customer focus in Macedonian companies by Mitreva, Elizabeta et al.
  
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Varazdin Development and Entrepreneurship Agency 
in cooperation with 
University North, Croatia 
Faculty of Management University of Warsaw, Poland 
 
 
Economic and Social Development 
 
23rd International Scientific Conference on Economic and Social Development 
 
 
 
Editors: 
Marijan Cingula, Miroslaw Przygoda, Kristina Detelj 
 
 
 
Book of Proceedings 
 
 
 
 
 
 
Madrid, 15-16 September 2017 
  
Varazdin Development and Entrepreneurship Agency 
in cooperation with 
University North, Croatia 
Faculty of Management University of Warsaw, Poland 
  
 
 
 
 
 
 
Editors: 
Marijan Cingula, Miroslaw Przygoda, Kristina Detelj 
 
 
 
 
 
 
 
Economic and Social Development 
23rd International Scientific Conference on Economic and Social Development 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Book of Proceedings 
 
 
 
 
 
 
  
Madrid, 15-16 September 2017
  
Title  Economic and Social Development (Book of Proceedings), 23rd International Scientific Conference on Economic and Social 
Development 
 
Editors  Marijan Cingula, Miroslaw Przygoda, Kristina Detelj 
  
Scientific Committee  Marijan Cingula, University of Zagreb, Croatia (President); Ayuba A. Aminu, University of Maiduguri, 
Maiduguri, Nigeria; Anona Armstrong - Victoria University, Australia; Gouri Sankar Bandyopadhyay, The University of Burdwan, 
Rajbati Bardhaman, India; Haimanti Banerji, Indian Institute of Technology, Kharagpur, India; Alla Bobyleva, The Lomonosov 
Moscow State University, Russia; Leonid K. Bobrov, State University of Economics and Management, Novosibirsk, Russia; Rado 
Bohinc, University of Ljubljana, Slovenia; Zeki Atil Bulut, Dokuz Eylul University, Turkey; Adnan Celik, Selcuk University - Konya, 
Turkey; Angelo Maia Cister, Federal University of Rio de Janeiro, Brasil; Mirela Cristea, University of Craiova, Romania; Sreten 
Cuzovic, University of Nis, Serbia; Oguz Demir, Istanbul Commerce University, Turkey; T.S. Devaraja, University of Mysore, India; 
Onur Dogan, Dokuz Eylul University, Turkey; Alba Dumi, Vlora University, Vlore, Albania; Ksenija Dumicic, University of Zagreb, 
Croatia; Galina Pavlovna Gagarinskaya, Samara State University, Russia; Fran Galetic, Zagreb University, Croatia; Mirjana Gligoric, 
Faculty of Economics, Belgrade University, Serbia; Mehmet Emre Gorgulu, Afyon Kocatepe University, Turkey; Liudmila Guzikova, 
Peter the Great Saint-Petersburg Polytechnic University, Russia; Anica Hunjet, University North, Koprivnica, Croatia; Oxana Ivanova, 
Ulyanovsk State University, Ulyanovsk, Russia; Irena Jankovic, Faculty of Economics, Belgrade University, Serbia; Lara Jelenc, 
University of Rijeka, Croatia; Myrl Jones, Radford University, USA; Ana Jovancai Stakic, John Naisbitt University, Belgrade, Serbia; 
Gorazd Justinek, Graduate School of Government and European Studies, Slovenia; Hacer Simay Karaalp, Pamukkale 
University,Turkey; Grzegorz Karasiewicz, University of Warsaw, Poland; Dafna Kariv, The College of Management Academic 
Studies, Rishon Le Zion, Israel; Salih Katircioglu, Eastern Mediterranean University, Northern Cyprus, Turkey; Hilal Yildirir Keser, 
Uludag University, Bursa, Turkey; Sophia Khalimova, Institute of Economics and Industrial Engineering of Siberian Branch of Russian 
Academy of Science, Novosibirsk, Russia; Marina Klacmer Calopa, University of Zagreb, Croatia; Vladimir Kovsca, University of 
Zagreb, Croatia; Goran Kozina, University North, Koprivnica, Croatia; Dzenan Kulovic, Univeristy of Zenica, Bosnia and 
Herzegovina; Robert Lewis, Les Roches Gruyère University of Applied Sciences, Bulle, Switzerland; Ladislav Lukas, Univ. of West 
Bohemia, Faculty of Economics, Czech Republic; Pascal Marty, University of La Rochelle, France; Vaidotas Matutis, Vilnius 
University, Lithuania; Marjana Merkac Skok, GEA College of Entrepreneurship, Ljubljana, Slovenija; Daniel Francois Meyer, North 
West University, South Africa; Marin Milkovic, Rector, University North, Koprivnica, Croatia; Gratiela Georgiana Noja, West 
University of Timisoara, Romania; Zsuzsanna Novak, Corvinus University of Budapest, Hungary; Alojzy Z. Nowak, University of 
Warsaw, Poland; Mislav Ante Omazic, University of Zagreb, Croatia; Vera Palea, Universita degli Studi di Torino, Italy; Dusko 
Pavlovic, President DIU Libertas International University, Zagreb, Croatia; Dinko Primorac, University North, Koprivnica, Croatia; 
Zeljka Primorac, University of Split, Croatia; Miroslaw Przygoda, University of Warsaw, Poland; Nicholas Recker, Metropolitan State 
University of Denver, USA; Kerry Redican, Virginia Tech, Blacksburg, USA; Humberto Ribeiro, University of Aveiro, Portugal; 
Robert Rybnicek, University of Graz, Austria; Elzbieta Szymanska, Bialystok University of Technology, Poland; Katarzyna 
Szymanska, The State Higher School of Vocational Education in Ciechanow, Poland; Jan Turyna, University of Warsaw, Poland; Ilaria 
Tutore, University of Naples Parthenope, Italy; Rebeka Danijela Vlahov, University of Zagreb; Ilko Vrankic, University of Zagreb, 
Croatia; Thomas Will, Agnes Scott College, USA; Li Yongqiang, Victoria University, Australia; Peter Zabielskis, University of Macau, 
China; Tao Zeng, Wilfrid Laurier University, Waterloo, Canada; Snezana Zivkovic, University of Nis, Serbia. 
  
Review Committee  Marina Klacmer Calopa (President); Ana Aleksic; Ayuba Aminu; Mihovil Andjelinovic; Josip Arneric; Lidija 
Bagaric; Tomislav Bakovic; Sanja Blazevic; Leonid Bobrov; Ruzica Brecic; Ratko Brnabic; Anita Ceh Casni; Mirela Cristea; Oguz 
Demir; Stjepan Dvorski; Robert Fabac; Ivica Filipovic; Fran Galetic; Mirjana Gligoric; Tomislav Globan; Anita Goltnik Urnaut;  
Tomislav Herceg; Irena Jankovic; Dafna Kariv; Oliver Kesar; Hilal Yildirir Keser; Mirko Klaric; Tatjana Kovac; Vladimir Kovsca; 
Petar Kurecic; Angelo Maia Cister; Vaidotas Matutis; Marjana Merkac Skok; Daniel Francois Meyer; Natanya Meyer; Josip Mikulic; 
Ljubica Milanovic Glavan; Guenter Mueller; Ivana Nacinovic Braje; Gratiela Georgiana Noja; Zsuzsanna Novak; Alka Obadic; 
Claudia Ogrean; Matko Pajcic; Igor Pihir; Najla Podrug; Vojko Potocan; Zeljka Primorac; Zeljko Radic; Sanda Renko; Souhaila Said; 
Armando Javier Sanchez Diaz; Tomislav Sekur; Lorena Skuflic; Mirko Smoljic; Petar Soric; Mario Spremic; Ana Jovancai Stakic; 
Matjaz Stor; Lejla Tijanic; Daniel Tomic; Boris Tusek; Mladen Vedris; Rebeka Daniela Vlahov; Ilko Vrankic; Thomas Will; Zoran 
Wittine; Tao Zeng; Snezana Zivkovic; Berislav Zmuk. 
 
Organizing Committee  Domagoj Cingula (President); Marija Boban; Spomenko Kesina; Marina Klacmer Calopa; Erlino Koscak; 
Miroslaw Przygoda; Rebeka Danijela Vlahov; Sime Vucetic. 
  
Publishing Editor  Domagoj Cingula 
  
Publisher  Design  Print  Varazdin Development and Entrepreneurship Agency, Varazdin, Croatia 
           University North, Koprivnica, Croatia 
        Faculty of Management University of Warsaw, Warsaw, Poland 
 
Printing  Online Edition 
 
ISSN 1849-7535 
The Book is open access and double-blind peer reviewed. 
Our past Books are indexed and abstracted by ProQuest, EconBIZ, CPCI (WoS) and EconLit databases and available for download in 
a PDF format from the Economic and Social Development Conference website: http://www.esd-conference.com 
 
© 2017 Varazdin Development and Entrepreneurship Agency, Varazdin, Croatia; University North, Koprivnica, Croatia; 
Faculty of Management University of Warsaw, Warsaw, Poland. 
All rights reserved. Authors are responsible for the linguistic and technical accuracy of their contributions. Authors keep their 
copyrights for further publishing.
  
CONTENTS 
 
 
GLOBALIZATION AND CHALLENGES OF THE MODERN WORLD 
TAX STRUCTURE AND ECONOMIC GROWTH RECOMMENDATIONS AND REFORMS IN CEE 
COUNTRIES ........................................................................................................................ 2 
Maja Grdinic, Sasa Drezgic, Jelena Stankovic 
GENDER STEREOTYPES VERSUS THE CHARACTERISTICS OF MANAGEMENT STYLE OF MEN 
AND WOMEN – THE PERSPECTIVE OF BUSINESS FIELDS .................................................... 10 
Joanna Maria Moczydlowska, Joanna Szydlo 
THE REGULATIONS ON METROPOLITAN AREAS IN POLAND .............................................. 20 
Katarzyna Borowka, Jakub Szlachetko 
DOES SYSTEMIC FINANCIAL STRESS IN THE EURO AREA HAVE A NEGATIVE IMPACT ON 
BILATERAL EXPORTS? ....................................................................................................... 28 
Dejan Romih, Silvo Dajcman, Alenka Kavkler 
ACADEMIC GOVERNANCE AS A DETERMINANT OF EFFICIENT MANAGEMENT OF A 
UNIVERSITY IN POLAND – LEGAL AND COMPARATIVE PERSPECTIVE ................................. 38 
Ewa Kozien, Adam Kozien 
ENTRY EFFECTS UNDER STRATEGIC TRADE POLICY WITH NETWORK GOODS .................... 48 
Luciano Fanti, Domenico Buccella 
HOW EFFICIENT WAS THE ROMANIAN LABOUR MARKET AFTER 2008? ............................ 60 
Nela Steliac 
INITIATIVE OF CHINA: “ONE BELT - ONE ROAD” AND PERSPECTIVES OF GEORGIA ............ 70 
Tamar Dolbaia 
THE DETERMINANTS OF THE EVOLUTION OF FAMILY SAVINGS IN THE CONTEXT OF A HIGH 
LEVERAGED SOCIETY ........................................................................................................ 78 
Gracinda Carlos, Humberto Ribeiro, Sandra Raquel Alves, Claudia Miranda Veloso, 
Jose Manuel Pereira 
THE IMPACT OF SOCIAL BANKS ON THE AVOIDANCE OF FINANCIAL CRISES ...................... 92 
Bogna Janik 
FINANCIAL SECTOR DEVELOPMENT AND ECONOMIC GROWTH .......................................100 
Irena Jankovic, Mirjana Gligoric 
 
  
SOCIAL SERVICES OF SELF-GOVERNMENT UNITS AND FINANCING OF THE LOCAL AND 
REGIONAL DEVELOPMENT ...............................................................................................110 
Benedykt Opalka 
DIRECTION AND CRITERIA OF KOREA'S GOVERNMENT R&D INVESTMENT FOR RESPONDING 
TO CLIMATE CHANGE IN FY 2018 .....................................................................................120 
Ki-Ha Hwang, No-Eon Park, Ka-young Kim 
ECONOMIC DEVELOPMENT IN ASIAN LEAST DEVELOPED COUNTRIES ..............................128 
Wioletta Nowak 
DIVERSIFICATION OF THE LEVEL OF ECONOMIC DEVELOPMENT OF THE THREE SEAS 
INITIATIVE’ MEMBERS .....................................................................................................138 
Katarzyna Skrzeszewska, Joanna Kizielewicz 
SECURITY AS THE KEY FACTOR IN CONTEMPORARY TOURISM: SPECIFICITIES IDENTIFIED 
THROUGH THE ANALYSIS OF RESPONDERS’ ATTITUDES ...................................................146 
Josipa Penic, Petar Kurecic 
effects of the global crisis on tax policy OF new EU Member States from central and Eastern 
europe ............................................................................................................................155 
Nelly Popova 
THE PROSPECTS OF RURAL TOURISM DEVELOPMENT IN THE CONTINENTAL TOURISTIC 
REGION OF CROATIA: A SURVEY CONDUCTED AMONG YOUNGER AND MORE EDUCATED 
RESPONDERS ...................................................................................................................175 
Matea Skaberna, Petar Kurecic 
COMPATIBILITY OF PROJECT MANAGEMENT EDUCATION’S PROGRAMS AND PRACTICE 
DEMANDS: CROATIAN CASE ............................................................................................186 
Ivan Matic, Maja Zoko, Ivana Bulog 
INDIVIDUAL DIFFERENCES AND DECISION MAKING STYLES AMONG UNIVERSITY STUDENTS
 .......................................................................................................................................197 
Ivana Bulog, Luka Dadic, Ivan Matic 
THE IMPACT OF SANCTIONS ON CZECH ECONOMIC RELATIONS WITH RUSSIA .................208 
Lucie Coufalova, Libor Zidek 
FINANCIAL TRANSACTION TAX in EU: ESTIMATION OF economic implications .................221 
Bojana Olgic Drazenovic 
USING MARKOV CHAINS IN PREDICTION OF STOCK PRICE MOVEMENTS: A STUDY ON 
AUTOMOTIVE INDUSTRY .................................................................................................228 
Gorkem Ataman, Ece Acar, Mustafa Gurol Durak 
  
EXPORT IN FRAGMENTED INDUSTRIES IN POLAND – ANALYSIS OF THE TOP EXPORTERS IN 
SELECTED FRAGMENTED INDUSTRIES ..............................................................................239 
Ireneusz Janiuk 
GROWTH PROSPECTS AND CLAIMS RATIO AS TRIGGERS OF MERGERS&ACQUISITIONS IN 
POLISH INSURANCE MARKET ...........................................................................................253 
Tomislava Pavic Kramaric, Marko Miletic, Marina Lolic Cipcic 
BUDGETARY ECONOMY OF PUBLIC SECTOR UNITS IN TRANSITION IN POLAND AND THE 
CONCEPT OF DEVELOPMENT ECONOMICS .......................................................................264 
Krzysztof Jarosinski 
THE VISEGRAD GROUP AS AN INSTRUMENT OF REGIONAL AND EUROPEAN POLICY OF 
CENTRAL EUROPEAN STATES ...........................................................................................274 
Miroslaw Przygoda 
RESEARCH IN THE FIELD OF TAX REFORM IN SLOVAKIA ...................................................289 
Alzbeta Suhanyiova, Ladislav Suhanyi 
THE RELATIONSHIP BETWEEN POTENTIAL ECONOMIC GROWTH AND LEGAL PROCEDURE 
ENACTMENTS IN CROATIA ...............................................................................................298 
Daniel Tomic, Sasa Stjepanovic 
HOME BIAS AND DIVERSIFICATION IN EQUITY HOLDINGS OF EMU-BASED INVESTORS ....309 
Ioana Radu, Alexandra Horobet, Lucian Belascu 
TOWARDS A TRANSVERSAL APPROACH TO DEPRIVATION IN EMERGING COUNTRIES: FROM 
LOW INCOME TO LOW CAPABILITIES ...............................................................................319 
Abdelhamid Nechad, Sadik Maliki 
The effects of customer satisfaction, service quality and perceived value on behavioural 
intentions in retail industry .............................................................................................330 
Claudia Miranda Veloso, Daniel Margaca Magueta, Paula Odete Fernandes,  
Humberto Ribeiro 
ENERGY MARKET LIBERALIZATION IN ELECTRICITY REGULATORY FRAMEWORKS: A 
COMPARATIVE ASSESSMENT ...........................................................................................343 
Maryam Mohammadi, Majid Soorani 
THE IMPACT OF VOTER TURNOUT AND EDUCATION OF COUNCILLORS ON PUBLIC SECTOR 
EFFICIENCY: EVIDENCE FROM POLISH MUNICIPALITIES ....................................................354 
Radoslaw Piwowarski 
THE RELATION AMONG EXPERIENTIAL MARKETING, CUSTOMER SATISFACTION, AND 
BEHAVIORAL INTENTION: A STUDY ON FOOD AND BEVERAGE BUSINESSES.....................361 
Ulker Erdogan Araci, Zeki Atil Bulut, Nilufer Kocak 
  
MEASURING PRODUCTIVITY OF LIFE QUALITY IN SELECTED POLISH CITIES - APPLICATION OF 
DEA METHOD ..................................................................................................................372 
Slawomira Hajduk 
RURAL ASPECTS OF REGIONAL DEVELOPMENT POLICY IN POLAND .................................381 
Barbara Wieliczko 
THE LINK BETWEEN CONSUMERS’ ONLINE SHOPPING BEHAVIOURS AND E-SERVICESCAPE IN 
C2C E-COMMERCE: EVIDENCES FROM TURKEY ................................................................390 
Zeki Atil Bulut, Berrin Onaran 
PRIVATE ENFORCEMENT OF COMPETITION LAW: BEFORE WHICH EU MEMBER STATE 
COURTS? .........................................................................................................................401 
Danijela Vrbljanac 
DIGITAL PRESENCE OF MUNICIPALITIES: EVIDENCES FROM CITY OF IZMIR ......................412 
Elif Yucebas, Zeki Atil Bulut, Onur Dogan 
EUROPE AT THE CROSSROADS – THE EAST–WEST AND NORTH–SOUTH BRIDGE FOR CHINA
 .......................................................................................................................................423 
Nenad Rancic 
AN ANALYSIS ON LOCAL ADMINISTRATIONS PROGRAMS IN TURKEY ..............................433 
Elif Yucebas, Sultan Kavili Arap 
FUNDING STUDIES ABROAD AND IN ROMANIA ...............................................................441 
Antoneac (Calin) Raluca, Dobrota Carmen Elena 
THE ALTERNATIVE MEASURES OF INTELLECTUAL PROPERTY RIGHTS PROTECTION ..........452 
Dominika Bochanczyk-Kupka 
IS THERE INTERCONTINENTAL DIFFERENCE IN THE INDICATORS OF URBAN SUSTAINABILITY? 
THE CASE OF SUSTAINABLE CITIES INDEX ........................................................................460 
Milica Bulajic, Dragana Kragulj, Milica Maricic, Ana Horvat, Marina Dobrota 
PROBLEMS EXPERIENCED IN TAXING OF ELECTRONIC COMMERCE ..................................470 
Oznur Akyol Bulut, Mustafa Miynat 
 
ENTERPRISE IN TURBULENT ENVIRONMENT 
EMPLOYEE MOTIVATION IN VARAŽDIN COUNTY .............................................................480 
Anica Hunjet, Erika Susec, Goran Kozina 
  
ORGANIZATIONAL RESILIENCE AND RISK MANAGEMENT IMPROVEMENT – HOW TO REDUCE 
AND PREVENT FIRE HAZARD USING SIMULATION SCENARIOS .........................................494 
Davor Vucina, Robert Fabac 
A CONCEPTUAL MODEL OF PRODUCT VARIETY................................................................507 
Christina Schabasser, Bert Bredeweg 
VEHICLE (LV) FLEET MANAGEMENT OPTIMISATION - PROCESS TRANSFORMATION .........515 
Elizabeta Mitreva, Zoran Chachorovski 
THE CONCEPT OF A LEVERAGED BUYOUT AND ITS INFLUENCE ON POLISH COMPANIES’ 
FINANCIAL SITUATION .....................................................................................................527 
Zbigniew Kurylek 
THE ACTIVITY REPORT AS A TOOL OF EMPLOYER BRANDING ...........................................537 
Anna Bagienska 
MULTIDIMENSIONAL STATISTICAL ANALYSIS OF AN INFLUENCE OF A BUSINESS MODEL ON 
A FINANCIAL CONDITION IN TRANSPORTATION- FORWARDING – LOGISTICS (TFL) SECTOR 
ENTERPRISES ...................................................................................................................546 
Katarzyna Debkowska 
COURIER SERVICE QUALITY IN THE LIGHT OF SCIENTIFIC PUBLICATIONS ..........................556 
Aleksandra Gulc 
RISK ASSESSMENT AS A FUNCTION OF INTEGRATED MANAGEMENT SYSTEMS – A CASE 
STUDY .............................................................................................................................566 
Snezana Zivkovic 
MARKETING ASPECTS OF AN INNOVATIVE INVESTMENT PROJECT - CASE STUDY ANALYSIS
 .......................................................................................................................................581 
Urszula Widelska 
THE IMPACT OF THE PSYCHOLOGICAL PRICE ON CONSUMER'S BEHAVIOR ......................589 
Zrinka Blazevic Bognar, Nikolina Plesa Puljic, Tanja Lacko 
CROSS-BORDER CO-OPERATION BY POLISH AND BELARUSIAN COMPANIES IN THE ASPECT 
OF INCREASING THE COMPETITIVENESS ..........................................................................598 
Andrzej Daniluk 
REASONS FOR UNDERTAKING CROSS-BORDER COOPERATION BY POLISH AND BELARUSIAN 
ENTERPRISES ...................................................................................................................609 
Anna Wasiluk 
SERVITIZATION OF MANUFACTURING COMPANIES – A  PROPOSITION OF FACTORS FOR 
STEEPVL ANALYSIS ..........................................................................................................619 
Justyna Kozlowska 
  
INNOVATION OF TRADING COMPANIES IN RELATION TO THE CONTENT OF ANNUAL 
REPORTS – RESEARCH RESULTS .......................................................................................629 
Anna Dyhdalewicz 
WHAT INFLUENCES USAGE OF EXTERNAL FINANCIAL SOURCES AMONG LARGE AND 
MEDIUM SIZED HOTELS IN V4 COUNTRIES? .....................................................................639 
Tomas Heryan 
THE INFLUENCE OF FOREIGN OWNERSHIP ON CORPORATE SOCIAL RESPONSIBILITY IN 
SERBIAN COMPANIES ......................................................................................................645 
Vesna Stojanovic-Aleksic, Aleksandra Boskovic 
SUCCESS FACTORS OF A RESILIENT ENTERPRISE ...............................................................653 
Jerzy Paszkowski 
 
ENTREPRENEURSHIP CAUGHT BETWEEN CREATIVITY AND BUREAUCRACY 
SOCIAL ENTREPRENEURS’ MOTIVES: SEARCHING FOR REGIONAL AND AGE DIFFERENCES
 .......................................................................................................................................661 
Yulia Fomina, Shoaib Abdul Basit 
TESTING QUANTITATIVE MEASURES OF PROACTIVENESS IN CONTEXT OF ENTREPRENEURIAL 
ORIENTATION .................................................................................................................670 
Rafal Kusa 
IMPACT OF SOCIAL CAPITAL ON THE GENERATION OF ECONOMIC CAPITAL IN CREATIVE 
INDUSTRIES .....................................................................................................................678 
Ivana Fojs, Ksenija Vukovic, Kristina Detelj 
INTERFIRM COOPERATION TO CREATE COMPETITIVENESS: CASE OF BATIK BANJARNEGARA 
SMALL FIRM ....................................................................................................................687 
Rahab, Nurul Anwar, Darmanto Sahat Setyawan 
COMPARISON OF HOMEWORKING IN THE CZECH REPUBLIC AND SPAIN .........................693 
Zuzana Frantikova, Miroslava Vlckova, Jaroslav Vrchota, Jan Sladek 
WAQF-BASED ENDOWMENT AND ENTREPRENUERIAL INTENTION AMONG STUDENTS IN 
INSTITUTES OF HIGHER LEARNING...................................................................................701 
Nurjannah Salleh, Abd Halim Mohd Noor, Mohd Saiyidi Mokhtar Mat Roni 
ROLE AND SIGNIFICANCE OF SMEs IN POLISH ECONOMY – BARRIERS TO AND 
OPPORTUNITIES FOR DEVELOPMENT. EXAMPLE OF CENTRAL EUROPEAN COUNTRY .......710 
Joanna Duda 
  
SOURCE OF FINANCING AND DIGITAL TRANSFORMATION – CASE STUDY OF VARAZDIN AND 
MEDJIMURJE COUNTY .....................................................................................................721 
Maja Bedenikovic, Marina Klacmer Calopa, Ivana Djundjek Kokotec 
MEASURING THE DEGREE OF INNOVATION IN RETAIL AND SERVICES’ MICRO AND SMALL 
ENTERPRISES ...................................................................................................................731 
Cicero Eduardo Walter, Claudia Miranda Veloso, Paula Odete Fernandes, Humberto Ribeiro 
BUSINESS PROCESS INCONSISTENCIES IN POLISH SMALL AND MEDIUM ENTERPRISES .....742 
Arkadiusz Jurczuk 
 
 
23rd International Scientific Conference on Economic and Social Development – 
Madrid, 15-16 September 2017 
515 
 
VEHICLE (LV) FLEET MANAGEMENT OPTIMISATION - PROCESS 
TRANSFORMATION 
 
Elizabeta Mitreva 
University "Goce Delcev" - Shtip, Macedonia 
elizabeta.mitreva@ugd.edu.mk; elizabeta.mitreva@gmail.com 
 
Zoran Chachorovski 
University "Goce Delcev" - Shtip, Macedonia 
 
ABSTRACT 
A key component of the initiative is Process transformation, which put a focus on optimisation 
of fleet of Global Organisation’s (GO) including processes in specific functional areas through 
re-engineering, realignment and standardization.  
In this paper we will try to determine the functional areas and processes that would benefit 
from this re-engineering. The spotlight will be given on process transformation in plant and 
property equipment (PPE) that will define the specific processes for improvement, with an in-
depth analysis of performance, bottlenecks, and the root causes of any performance gaps. This 
will facilitate the development of potential improvement mechanisms and proposed 
recommendations, in addition to guiding the establishment of a comprehensive monitoring plan 
to track progress for functional area planning and strategy. While understanding that key 
processes which are mainly carried out in GO headquarters, we will try to  expand the efforts 
beyond and seek possibilities for further improvements on efficiency and effectiveness in the 
country offices. This will ultimately remove much of the transactional burden from field offices 
globally and certainly will help increase the effectiveness and efficiency in reaching the 
beneficiaries which is the ultimate goal of this research.   
Keywords: cost excellence, re-engineering, realignment, internal standardization, Total 
Quality Management (TQM) philosophy 
 
1. INTRODUCTION  
To accomplish  effective and efficient performance by the employees, who will bring quality 
and productivity in the Organisation, it is of a great importance to simplify  processes in order 
to enable complete their tasks in a timely manner. In order to attain simplification and increase 
utilisation of PPE (plant and property equipment) the GO (Global Organisation) launched the 
cost excellence initiative to facilitate GO to reduce costs and improve efficiency and 
effectiveness while sustaining investments in key strategic priorities. Cost excellence is a 
crucial step in ensuring GO is reaching the world’s poor and vulnerable, and will be a central 
pillar in helping GO contribute towards efforts to achieve its goals in helping beneficiaries. 
Process transformation work has yielded positive initial results. Considerable analysis and 
internal cross-functional area consultation have shown that improved processes will enable the 
organization to become more agile in the short-term, and signify an important shift in the way 
that GO will work in the long-term (Mitreva, 2011). Efforts towards process transformation can 
facilitate GO’s shift to a more strategic overall structure, and can generate recurrent long-term 
savings – in spending and time - for reinvestment. One of the areas in which GO has decided 
to expand process improvement work as we mentioned previously is PPE. We have divided 
into two work streams: light vehicle (LV) management and asset management. This work will 
focus on LV (Light Vehicle) management. Optimizing fleet management for agility and 
efficiency will be crucial for the improved support of GO's field offices. The intention is 
therefore to undertake an in-depth Process transformation exercise to identify opportunities for 
improvement.  
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2. LITERATURE REVIEW 
In the competitive environment companies are obligated constantly to change their-selves and 
to re-evaluate the business processes (Mitreva et al., 2014a; Mitreva et al., 2014b; Ranganathan 
& Dhaliwal, 2001). The changes in technology and in culture are the things that give even more 
pressure. The necessity of reengineering can appear in companies which are in major crises, or 
feel that the crises will be over soon. The reengineering is used in companies which are well 
situated and have a potential for development and expansion, but also want to be in trend with 
the needs of the global market. The changes mostly concern: the new way of grouping the 
organizational parts (units);  delegation of obligations and responsibility;  coordination; 
communication (Whiting, (1994);  Willcocks & Smith, 1995); Knights & Willmott, 2000). 
 
The system which provides quality, according to the international standards must orientate 
towards the aims that are set and the business philosophy of the strategy management of the 
companies (Mitreva, et. al.2016a; Mitreva, et.al.2016b). The quality system, especially the 
quality of the processes shouldn’t be built “in the air” without deep and well-balanced attitude 
in the basic aims of the upper management. The competing advantages are often crucial in the 
development and the usage of the system for quality supply. The danger can appear when in the 
system implementation or in any business process, the business philosophy of the companies is 
not represented. The decision for the quality system development can be in step with the growth 
of the company and with the mature conception of the TQM (Total Quality Management) 
philosophy. It is impossible to realize the TQM without formal system for quality supply 
(Davenport, (1993),  Hammer & Champy, 2009; Hyde, (1993). The practice shows that the 
quality is part of the company’s politics, but mainly refers to the formal and legalistic quality 
supply.  It can be concluded that the creation of SOP during the acceptance of the TQM strategy, 
requires a lot of engagement and devotion of the managers, and the entire company needs to 
help itself and to identify the problems, because the if the managers are not engaged enough 
with the TQM implementation it would result with loss of the market positions. Each 
organizational unit and each employee must think systematically and learn permanently. Only 
the companies with employees that possess a lot of knowledge and with analysis and diagnosis 
of the weak parts make a continuous improvement in the quality of the business processes, an 
enormous improvement of the effect and the reduction of the total charges (KAKOURIS, 
(2004); Al-Mashari & Zairi, 2000); Attaran, (2004). 
 
The TQM strategy is reduced to recognized and everyday activities, and the functional approach 
is replaced with a processed approach. Therefore, it is necessary to choose projection teams for 
each subsystem from the quality house (internal standardization, methods and techniques for 
non-defective working, charges for quality, education and motivation). Building manager teams 
is fulfilled through: implication, giving warranty and encouraging the managers in projection 
of each subsystem in the TQM system; making an effective dialog with the employees and 
building an effective communication system (Mitreva & Prodanovska, 2013; Mitreva, et al., 
2015b). The implication of the managers from tactical level is a process in which the same 
managers are given warranty and are encouraged by the upper management to project the 
subsystems of the TQM (internal standardization, methods and techniques for non-defective 
working, charges for quality, education and motivation, as well as an analysis of the quality 
charges), to solve the problems and to make decisions that will suite the company’s business 
politics (Mitreva & Filiposki, 2012a).  In order to build effective subsystems, the upper 
management must create business climate of cooperation and communications because every 
idea is not just a potential for improvements and innovations, but also it generates new ideas 
Mitreva et al., 2015a).  
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The plan for projection and implementation of the subsystems needs to be the simplest way of 
dividing the tasks during a certain period of time and in turns, in order to complete the job 
successfully and on time, and the most used tool is the Gantt chart.  The projection of the TQM 
subsystems is a team work and in environments where the rules of the team work are not 
respected, can be marked as unacceptable (Prodanovska & Mitreva, 2012). The team mustn’t 
be a place where the individual initiatives will be held down or will be annexed by the leader. 
At the same time the projection of the subsystems from the quality house must provide certainty 
that the process of decision making won’t be blocked by the exaggerated individualism, 
exaggerated expectations, lack of flexibility and making consensus in the viewpoint, because 
the modern interpretation of the TQM’s value and the value of the employee’s in achieving the 
aims of the total quality management is: coordination between the system and people (Attaran, 
(2004); Bauer, Duffy & Westcott, (2006;  Sohal, Abed & Keller, 1990). The self-assessment as 
a basic approach in the usage of integral methodology for the TQM system is from fatal 
importance for its own regular usage. The self-assessment is accomplished through many 
documented actions for comparison of the realized model in regard to the planned one. The 
monitoring does not concern only the quality of the products/services, but also the adequate of 
the entire TQM system in realization of the quality functions (Casadesus & Gimenez, 2000; 
Dale, et al., 1998). 
 
3. NEEDS ASSESSMENT FOR FLEET OPTIMISATION 
GO (Global Organisation) is founded 1963 and initially started as short term project by helping 
the wounded and vulnerable population. Globally, GO has 3860 light vehicles (of which 190 
are armoured vehicles (AV), 545 motorcycles, and 1540 other motorized assets, Figure 1. 
Truck, trailers, forklifts, etc. are not included in this phase of the analysis as it should be done 
in partnership with the supply chain division, who manage these assets and track them through 
fleet software.  
 
Fig. 1: GO LV fleet size  
Over 65% of the global LV (Light Vehicle) fleet is leased through GO’s in-house Global 
Leasing Agency (GLA). The balance represents CO-owned vehicles which includes all AVs 
and LVs purchased prior to the establishment of GLA. The ageing vehicles owned COs present 
a number of challenges. Currently 85% of the LV fleet are operational, however only 51% are 
compliant within the age limit of 5 years, there are 15% which are not operational. GLA is 
designated as the sole provider of LVs to GO offices through its leasing programme. GLA was 
set-up to be the sole-provider of LVs and to streamline the acquisition, standardizations, and to 
distribute the vehicle costs over funding projects life-cycle and thus reducing the financial 
burden on the COs.  Armoured vehicles are currently outside the scope of GLA provision. 
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Fleet Management position was formed as a one stop shop for guidance, technical support and 
the support the design and roll out of systems/tools that field operations may require. Recently 
all GO offices were mandated to use Fleet Software (FS), GO’s Currently, there is a  process 
of FS final roll-out and verification of all collected vehicle operational data, including the cost 
and has the goal of preparing the first true cost of ownership of GO global fleet. Considering 
all above findings, especially the big percentage of non operational vehicles that exceeds 15% 
including the aged fleet of over 34%, complex processes and increased number of vehicles 
gives a clear message  of the need for change. 
 
4. ANALYSIS AND POSSIBLE COMPLICATIONS 
Over 55% of the GO (Global Organisation) travel is conducted by road primarily in a GO 
vehicle to ensure our deep field reach to accomplish the key goals. As GO depends on its LVs 
(Light Vehicles) to ensure staff mobility to support the programme and interagency common 
services objectives and activities, LV fleets need to be optimized, particularly in emergency 
contexts, while balancing the need for internal controls to avoid misuse and met road safety 
requirements. Therefore, it is imperative that the vehicle management process is efficient in 
order for staff to utilize vehicles to carry out the organizations objectives. This has a direct 
impact GO’s ability to monitor and assess the needs which depend on mobility in the field. GO 
LV management is a decentralized process, whereby each CO has the delegated authority to 
decide number of leased vehicles, per their local SOPs. A global fleet management process can 
be adapted to each situation, as the process is dependent on specific field and security conditions 
such as the terrain and road type, security level, project type and requirements, geographical 
size and setup of the country is required. Developing process and systems that can also support 
GO’s Grand Bargain commitments related to common services and cost category reporting need 
also to be factored in. Moreover, vehicles are the largest expenditure category in GO’s assets 
annual expenditures for LVs ($44M)  were approximately 11% of total non-payroll expenses, 
Figure 2. Quite good portion out of this money is spent on maintenance were most are spent 
from maintenance of aged vehicles. 
 
 
Fig. 2: Non-payroll costs 
From the Figure 3 we can see how the cost is increasing with the age. This is significant 
indicator that shows importance of timely replacing the aged fleet in order to maintain 
functionality deep in the field and avoid potential interruptions in the programme activities.  
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Fig. 3: Мaintenance cost/time 
 
This number is inclusive of the amount of fuel used for other purposes by various consumers 
as currently it is not possible to segment the data. Therefore we cannot accurately provide the 
full cost of ownership to run the GO LV fleet. As such as FS is being rolled out to capture and 
control operational costs and vehicles, Figure 4. Additionally, fleet management is also heavy 
transactional process with data collection and processing within the corporate FS system. 
Vehicles are assets and part of the related processes and data captured in corporate GO Asset 
Management system (AMSs).  
 
Fig. 4: Vehicle expenditures by region 
GO (Global Organisation) needs to further enhance the global LV fleet management process, 
which will be highly critical for GO to reach its goal of being agile, efficient, and effective. 
Currently, challenges faced in this area include determining the appropriate size of fleets, 
knowing what vehicles to order and how, making the inventory of vehicles and its use 
transparent, and improving the policies around fleet management. Large - scale emergency 
responses and seasonal/programmatic-related surges  in vehicle demand presents particular 
challenges that some COs have addressed by locally renting of vehicles. These processes need 
to be examined to understand associated risks and opportunities of this practice. There are 
existing fleet technologies available that are not used to the full potential, such as satellite 
tracking, and/or electronic logbooks. 
23rd International Scientific Conference on Economic and Social Development – 
Madrid, 15-16 September 2017 
520 
 
Additionally, requesting for transport in the COs (Country Offices) is ad-hoc and non-standard 
process; the day to day tasking/programming of vehicles use could benefit from tools/ticketing 
systems that can consolidate and streamline transport and road travel requests. As such, the 
focus will be to enhance the processes, policies, systems, and cost control around LV fleet 
management. Key to our process review will be looking at the improvement of end-to-end fleet 
management life cycle: the acquisition, maintenance, fuel and disposal of the vehicles. 
Following process mapping was performed during RBN visit, Figure 5: 
 
  
 
 
 
Fig. 5: Process mapping 
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In terms of acquisition, we looked at the role and customer service processes of GLA in addition 
to the roles of other managers and users of GO fleet. The review will also examine how the 
essential operations data is collected through the FS system and examine opportunities for both 
process and system enhancement. With regards to the maintenance, fuel and  disposal of 
vehicles, improvement in this area will also reduce issues with the age of in-fleet vehicles 
(reliability, extra repair costs, overpaid leasing) reduced need for maintenance. Vehicles that 
are over the age limit will not allow us to be most efficient or effective in responding for day to 
day use, and to emergencies.  
 
5. APPROACH AND METHODOLOGY 
As LV fleet management is a highly complex yet crucial process, it is strategic for GO (Global 
Organisation) to both proactively capture learning's and optimize the way GO uses it. This will 
be done in a manner that will not have a negative impact on staff safety and wellness, as this is 
first priority. It will be carried out in with close collaboration of the Field Fleet Management 
staff, Figure 6. 
 
Fig. 6: Process mapping 
5.1. Methodology 
The Process transformation exercise will be a joint effort between different GO (Global 
Organisation) divisions and fleet management team. Throughout every step of the process will 
be co-creation and co-analysis by the team. We will interact daily and will be jointly responsible 
for the output of the exercise. A thorough analytical review is required in order to have a 
comprehensive understanding of the specific challenges as experienced by Headquarters, 
Country Offices, and GLA. This will include analysing the root causes of and potential upsides 
from improving disposal of vehicles. The review will involve colleagues from the  field fleet 
management to help us develop the solution, rigorous data collection and analysis as well as 
stakeholder engagement will be conducted in following  main phases: 
➢ Data collection and analysis to fully understand fleet management and how it differs 
across regions, countries, and sub-offices:  
• Assess the cost drivers in each country or sub-office, throughout the life cycle of the 
vehicle; 
• Assess benchmarks from other agencies with regards to fleet management (Specific 
focus on best practices of acquisition costs, level of service and disposal of vehicles); 
• Understand specific challenges faced by the country and sub-offices (and users); 
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• Identify strengths to build on, gaps to address, and potential areas to 
realign/reconfigure. Look for options to outsource more systematically staff –related 
transport in CO (i.e. airport transfers, attending meetings in capital cities); 
• Examine options for integration/consolidation with Travel and Asset Management 
process transformation streams and eventually with the Global Positioning System 
tracking (GPS); 
• Examine options to automate operational data on vehicle usage (distance travelled, 
fuel) to lessen burden of data-entry and processing on Cos; 
• Improve data visualization and reporting for CO senior management. 
➢ Engagement with key stakeholders at COs / SOs (LV manager, head driver, admin 
officer, finance office, head of area office) to further understand strengths to build on and 
key issues  to address: 
• Observe and improve map of the FM process end-to-end (from purchase to 
disposal) first hand to explore what the persons involved in the process are really 
doing (Trying to assess the process issues and (if time permit) the working / waiting 
time for each single step); 
• Study the customer experience to understand the customer service level and gaps; 
• Conduct a mini-workshop to jointly verify the process with a small group of key 
stakeholders in the process;  
• Conduct interviews with process experts and process owners to receive insights 
and feedback on the process, system, etc. (what work well, what works not well). 
➢ Engagement with key stakeholders in GLA (Global Leasing Agency) 
To understand its role in the fleet management process and key issues that we are currently 
facing: 
• Understand its customer service model and efficiency in the ordering and disposal 
of vehicles. During the process benchmark best practices from commercial leasing 
companies and UN agencies. (possibility of additional GLA features such as 
disposal team); 
• Brainstorm possible improvements in the utilization of self insurance funds; 
• Brainstorm changes to enhance performance. 
➢ Solution and plan 
A total of 7 key initiatives have been identified across light vehicle management. These will be 
developed into work streams (listed below): 
a. Revise governance policies on the management of assets; 
b. Develop the concept of Vehicle life-cycle Management; 
c. Right Size the LV Fleet; 
d. Strengthen LV Fleet Management at CO and Global Level; 
e. Optimize the GLA Model to deliver improved services at lowest cost;  
f. Optimize Systems & Processes to support LV Fleet Management; 
g. Develop a sustainable cost recovery model to finance for LV Fleet Management 
activities.  
 
5.2.Expected benefits 
The sections below show the projected benefits that were defined as an output of the cost 
excellence review for LV Fleet Management. Each savings category is explained in detail. It 
should be noted that the greater mission focus and improved service delivery will improve 
efficiency, resource availability and compliance in COs. These have not all been quantified and 
the project plan is focused on the sale of LV's. 
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Greater mission focus and improved service delivery will materialize in COs at later stage, as 
a result of project activities. In addition to the financial benefits explained below, the project is 
expected to result in the following benefits, Figure 7. 
 
 
 Fig. 7: Potential Savings 
In 2017 the project will prioritize the sale of LV (Light Vehicle) to correct the current situation 
where the light vehicle fleet has excess non-operational vehicles and vehicles exceeding the 
defined lifecycle. This situation needs to be corrected as quickly as possible to attain the highest 
sale price per asset and to reduce operating costs (due to over age vehicles). Part of this income 
will be used to repay the advance used to fund this project. 
5.3.Implementation Plan & Budget 
The Table 1 summarizes the key project costs and links them to the 7 work streams. Costs are 
listed in the quarter in which they are planned to be completed. 
 
Table1: Cost for the work streams 
 
 
5.4.Income from Sales of Assets and Light Vehicles 
The sale of assets (vehicles and other) will be a priority of the project, to make cashable savings 
for the organization and to fund the project. 
It is proposed that income from sale of assets will be shared on a 50 : 50 basis by the CO and 
Project. This will apply to assets that should have previously been disposed of by COs (e.g. 
vehicles over 5 yrs old). 
 
5.5.Sale of Light Vehicles 
Where GLA vehicles are sold, 10% of net sales proceeds will go to GLA. The Table 2 lists the 
income from sale of vehicles and associated direct costs. The income is allocated to GLA, CO 
and Project as described above. The gross sales income Table 2 for 2017 is based on actual data 
from 4 COs that will be prioritized (South Sudan, Ethiopia, Sudan and Chad). Gross sales 
income figures for 2018 and 2019 high level estimations that will need to be revised as required 
during the project as COs are identified and data validated. 
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Table2: Vehicle sales income 
 
5.6.Project Income & Expenditure 
The Table 3 shows the project income and expenditure over 3 years.  
Table3: Income  & Expenditure 
 
5.7.Investment required  
An initial advance of USD 2.8m is required to fund project activities in 2017. This advance will 
be repaid by Q4 of 2018 as detailed in the table below. Investment to fund project activities in 
2018 and 2019 will be assessed in Q4 of 2017 based on the financial performance of the project 
at that time. 
6. CONCLUSION 
As a final result from above research is to articulate the organization's vision and strategy that 
will Identify the performance categories that best link the GO's (Global Organisation) and will 
lead to its results (e.g., financial performance, operations, innovation, employee performance). 
After establishing clear objectives and according to presented methodology that support the  
vision, change must come to an effect while developing effective measures and meaningful 
standards, establishing both short-term milestones and long-term targets that will further ensure 
organization wide acceptance of the measures. We have collected valuable data and did some 
analysis from GO's current activities and processes that indicates necessity for making changes. 
To make above research into an effective project further steps include some budgeting for the 
funds needed, so that  shown savings while implementing proposed change become feasible. 
Fields were immediate actions are crucial are identified and closure of unfavorable gaps in the 
business processes are necessary.   
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